
Dear Mr. Caton:

Pursuant to Part 1.1206(a)(1) of the Rules of the Federal Communications
Commission (Commission) (47 C.F.R. § 1.1206(a)(1)), The Sou1,hern New England
Telephone Company (SNET) hereby files an original and two copies of this written ex
parte presentation in the above captioned proceeding.

Anne U. MacClintock
Vice President
Heguiatorv Affairs & Public Po/lev

227 C'lUrch Street
New Haven, CT 06510
Phone 2037718865
Fax 2D3 624354D
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October 31, 1997

Mr. William F. Caton, Acting Secretary
Federal Communications Commission
Suite 222
1919 M Street NW
Washington, DC 20554

Written Ex Parte: RM-9101, Petition for Expedited Rulemaking of LCI International
Telecom Corp. and Competitive Telecommunications
Association to Establish Technical Standards for Operations
Support Systems

This presentation responds to the Commission's verbal request for comments
on the ex parte presented to members of the Commission's staff on September 26,
1997, and filed September 29,1997 (and revised October 8,1997) by LCI
International Telecom Corp. (LCI) in this proceeding. That filing included an attached
"Service Quality Measurements Detail Document" as prepared by the Local
Competition Users Group (LCUG) (LCI/LCUG Written Ex Parte).

Application of The Southern New England Telephone Company's Proposed Service Standards and
Financial Remedies for Resold Services and Unbundled Elements, Docket No. 97-04-23 (CTD.•PUC Service I~
Standards Docket). This proceeding is to be completed in November, 1997. . C/~t~

',I~ (jl Copies rec'd
.~l: i~BGDE

SNET fully supports the establishment of service quality measurements to
gauge its performance in the provision of services to competitive local exchange
carriers (CLECs). In this regard, on April 15, 1997, SNET proposed a set of service
standards and financial remedies in the provision of its services to the Connecticut
Department of Public Utility Control (CTDPUC). The CTDPUC is currently
conducting a formal proceeding to evaluate these proposals, and to assure that
CLECs obtain adequate access to SNET's operations support systems (OSSS).1
SNET is proposing ths adoption of 20 monthly service measurements, with financial
remedies. SNET's proposed service standards measure both performance and
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comparability. The performance standards measure the quality of service levels,
while the comparability standards ensure that the levels of service provided to
CLECs by SNET are not discriminatory.

In the CTDPUC's Service Standards Docket, MCI and AT&T counter­
proposed an overwhelming array of more than 100 service quality measurements.
These measurements and performance standards appear to be identical to those
proposed by LCI International and the Local Competition Users Group (LCI/LCUG) in
their Petition for Expedited Rulemaking filed with the Commission on May 30, 1997,
and in their Written Ex Parte filed on September 29, 1997, and revised October 8,
1997.

LCIILCUG appears to propose only 27 measures.2 However, once these
measures are tabulated by the various Dimensions proposed by LCI/LCUG,3 as well
as by the number of wire centers, and by the number of CLECs operating in SNET's
area, there would be over eight million service results each month.4 This proposed
disaggregation of measurements by service family, and by trouble type, and by order
type, and by geographic scope, for example, would dilute basic performance data,
and create a maze of minuscule measures that simply would not provide the
Commission, the CLECs, or SNET with meaningful information that would help meet
service commitments or otherwise benefit end users.

LCI/LCUG has not provided any meaningful explanation how its vast array of
ILEC measures would benefit end user consumers. In fact, the minutely detailed
measures would only clog and slow the progress toward providing the requested
services efficiently. The highly disaggregated level of detail proposed by LCIILCUG
would provide little if any indication what level of service end users as a whole are
experiencing. In addition, the proposals require extremely high ILEC standards of
performance, but seem to exonerate CLECs from providing accurate input. 5

The overwhelming array of measurements proposed by LCI/LCUG poses a
serious impediment to the advancement of local competition. While CLECs seek
quick responses from incumbent local exchange carriers (ILECs) to meet service

2

3

LCI/LCUG Written Ex Parte, "Formula Quick Reference," pgs. 17-19.

LCI/LCUG Written Ex Parte, Appendix A, "Reporting Dimensions."

4

5

Brief of The Southern New England Telephone Company, Docket No. 97-04-23, October 24, 1997
(Attachment 4 to this ex parte letter), at pg. 13.

For example: "The response interval for each pre-ordering query is determined by computing the
elapsed time fro the ILEC receipt of a query from the CLEC whether or not syntactically correct ..." LCI/LCUG
Written Ex Parte, Service Quality Measurement Detail, pg. 21 (emphasis added).
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commitments, the ILECs subject to the measurements would have to spend an
inordinate amount of human, mechanical, and electronic resources to capture and
report the highly disaggregated measurements. Ironically, this would divert ILEC
resources from meeting CLEC customer service requirements efficiently, and from
expediting service to their customers.

In its negotiated and arbitrated intrastate agreements for network
interconnection, unbundling and resale, SNET has committed to maintaining specific,
monthly quality of service measurements, such as reports per hundred lines, switch
outage minutes per access, repair appointments met, installation appointments met,
installation interval, mean time to repair, repair answer time, and directory assistance
answer time. These measures are consistent with CTDPUC decisions in several
proceedings. The CTDPUC's review of the interconnection agreements has not
resulted in any modifications to the quality of service measurements.

Lastly, and perhaps most importantly, the July 18, 1997 Decision of the United
States Court of Appeals for the Eighth Circuit reaffirmed the jurisdiction of state
commissions and federal courts over agreements for interconnection, unbundling of
network elements and resale. 6 The Court Decision makes clear that the Commission
lacks authority to grant the relief requested in the LCI/CompTel Petition for Expedited
Rulemaking. 7 Further, as the CTDPUC is establishing service quality measurements
in connection with its intrastate regulations regarding interconnection, unbundling
and resale, there is simply no need for duplicate federal standards in this area.

In order to assemble a full and open record on these matters in the instant
proceeding, SNET attaches to this ex parte presentation the following documents:

• Attachment 1: a chart prepared by SNET to cross-reference each LCUG
proposed measurement with SNET's proposed measurements in the CTDPUC
Service Standards Docket, and to provide a brief SNET analysis of the particular
proposed LCUG measurement;

• Attachment 2: "Joint Supplemental Testimony of Fred T. Page and Michael L.
Bencivengo," President - SNET Network Services, and Director - SNET

Iowa Utilities Board v. FCC, Docket No. 96-3321,1997 U.S. App LEXIS 18183 (8th Circuit, July 18,
1997) (Court Decision).

~,~, Court Decision at pgs. 49-50: "... the obligations imposed by sections 251 and 252
fundamentally involve local intrastate telecommunications matters. Consequently, the state commission
determinations that the FCC seeks to review and the [ILEC-CLEC interconnection and resale] agreements that it
seeks to enforce also fundamentally deal with intrastate telecommunications matters. To reiterate, section 2(b)
prevents the FCC from having jurisdiction over 'charges, classifications, practices, services, facilities, or
regulations for or in connection with intrastate communication service.... '" (Citation omitted, emphasis added.)
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Interconnection Services respectively, filed in the CTDPUC Service Standards
Docket, August 11, 1997. The CLEC/LCUG measurement proposals are
discussed in pages 2-6 of the Testimony, and in Attachment A, "Comparison and
Analysis of SNET's Proposed Service Measures and Those Proposed by the
Local Competition Users Group;"

• Attachment 3: "Pre-Filed Testimony of Mr. Steve Allen," an expert in public utility
operations, management audits, and service measurements, filed in the CTDPUC
Service Standards Docket, August 15, 1997. The CLEC/LCUG measurement
proposals are discussed in pages 4-12 of Mr. Allen's Testimony;

• Attachment 4: "Brief of The Southern New England Telephone Company," filed in
the CTDPUC Service Standards Docket, October 24, 1997. The CLEC/LCUG
measurement proposals are discussed in pages 11-16 of the Brief.

SNET strongly urges the Commission to deny the LCI/CompTel Petition for
Expedited Rulemaking, and to refer the issue of OSS service measurements to the
state commissions.

Please place a copy of this presentation in the public record of this
proceeding. SNET has served this written ex parte upon all parties of record in this
proceeding. Please call should you have any questions. Thank you for your
attention.

Respectfully submitted,

L~~\~\
Anne U. MacClintoc~
Vice President - Regulatory Affairs

and Public Policy

Attachments

cc: Thomas Boasberg (letter and Attachment 1 only)
James Casserly (letter and Attachment 1 only)
Kathy Franco (letter and Attachment 1 only)
Paul Gallant (letter and Attachment 1 only)
Richard Welch
Jake Jennings
Wendy Lader
Service List
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Cross Reference Chart of LCUG Measurements

LCUG Proposed LCUG Service Quality Comment by Telco on LCUG Measure Proposed by Telco at
Name1 Measure,2 found at: 3 Measure, found at:4 CTDPUC, found at:5

PO-1 Average Response Interval for Pre-Ordering "Notes" column, page 1 of 5, Line 1. "SNET Service Quality Measures" column,
Information, pg. 22 (by 9 pre-ordering query page 1 of 5, Line 1.
types, by geographic scope).

OP-1 Average Completion Interval, pg. 24 (by 15 "Notes" column, page 1 of 5, Line 2. SNET will report the Average Service
standard service groupings, by 7 standard Order Completion Interval in actual
order activities, by geographic scope). average business days achieved by SNET

for each CLEC and SNET's retail

Written Ex Parte of LCI International and Local Competition Users Group, RM-91 01, filed September 26, 1997 ("LCI/LCUG Written Ex Parte"),
Service Quality Measurements, Formula Quick Reference, pgs. 18-20.

LCUG proposes its measurements in a wide array of dimensions, in addition to the format recommended in the "Measurement Detail" section. The
additional dimensions include, for example, by geographic scope (possibly by wire center), by standard service groupings (15 groupings), by standard order
activities (seven activities), by pre-ordering query types (nine types), by transmission quality parameter (six parameters), by speed of connection parameters
(three types), by reliability parameters (two types), by disposition and cause (ten types). These dimensions increase geometrically the number of
measurements and reports ILECs would be required to provide, potentially to over eight million per reporting period.

3 LCI/LCUG Written Ex Parte, Service Quality Measurements, Measurement Detail, pgs. 21-55.

4

5

Application of the Southern New England Telephone Company's Proposed Service Standards and Financial Remedies for Resold Services and
Unbundled Elements, Docket No. 97-04-23, Joint Supplemental Testimony of Fred T. Page and Michael L. Bencivengo, filed August 11, 1997, Attachment A
to the Testimony, pgs. 1-5 ("SNET Attachment A").

SNET Attachment A. If there is any difference between a measurement described in Attachment A, and that measurement as described in the Joint
Supplemental Testimony of Fred T. Page and Michael L. Bencivengo, the later description in the Supplemental Testimony prevails, as the refinement of
service measurements is an evolving process.

10/30/97
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orgainization, for POTS, Digital Specials,
and Analog Specials.

OP-2 Percent Orders Completed on Time, pg. 26 (by "Notes" column, page 1 of 5, Line 2 "SNET Service Quality Measures" column,
15 standard service groupings). page 1 of 5, Line 2.

OP-3 Percent Order Accuracy, pg. 26 (by 15 "Notes" column, page 1 of 5, Line 3. "SNET Service Quality Measures" column,
standard service groupings). page 1 of 5, Line 3.

OP-4 Mean Reject Interval, pg. 30 (by 7 standard "Notes" column, page 2 of 5, Line 4. "SNET Service Quality Measures" column,
order activities, by geographic scope). page 2 of 5, Line 4.

OP-5 Mean FOC Interval, pg. 33 (by 7 standard order "Notes" column, page 2 of 5, Line 4 "SNET Service Quality Measures" column,
activities, by geographic scope). page 2 of 5, Line 4.

OP-6 Mean Jeopardy Interval, pg. 34 (by 7 standard "Notes" column, page 2 of 5, Line 4. "SNET Service Quality Measures" column,
order activities, by geographic scope). page 2 of 5, Line 4.

OP-7 Mean Completion Interval, pg. 37 (by 7 "Notes" column, page 2 of 5, Line 4 SNET will report the Mean Service Order
standard order activities, by geographic scope). Completion Interval in actual average

business days achieved by SNET for each
CLEC and SNET's retail orgainization, for
POTS, Digital Specials, and Analog
Specials.

OP-8 Percent Jeopardies Returned, pg. 38 (by 7 "Notes" column, page 2 of 5, Line 4. "SNET Service Quality Measures" column,
standard order activities, by geographic scope). page 2 of 5, Line 4.

OP-9 Mean Held Order Interval, pg. 30 (by 15 "Notes" column, page 2 of 5, Line 5. "SNET Service Quality Measures" column,
standard service groupings, by 4 reasons for page 2 of 5, Line 5.
hold, by geographic scope).

OP-10 Percent Orders Held 2: 90 days, pg. 31 (by 15 "Notes" column, page 2 of 5, Line 5. "SNET Service Quality Measures" column,
standard service groupings, by 4 reasons for page 3 of 5, Line 5.
hold, by geographic scope).

OP-11 Percent Orders Held 2:15 days, pg. 31 (by 15 "Notes" column, page 2 of 5, Line 5. "SNET Service Quality Measures" column,
standard service groupings, by 4 reasons for page 2 of 5, Line 5, and page 3 of 5, Line

10/30/97
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hold, by geographic scope). 7.
MR-1 Maintenance Time to Restore, pg. 33 (by 15 "Notes" column. page 2 of 5, Line 6 "SNET Service Quality Measurer" column,

standard service groupings, by 10 dispositions page 2 of 5, Line 6.
and causes, by geographic scope).

MR-2 Repeat Trouble Rate, pg. 34 (by 15 standard "Notes" column, page 3 of 5, Line 8. "SNET Service Quality Measures" column,
service groupings, by 10 dispositions and page 3 of 5, Line 8.
causes, by geographic scope).

MR-3 Trouble Rate per 100 lines, pg. 37 (by 15 "Notes" column, page 3 of 5, Line 9. "SNET Service Quality Measures" column,
standard service groupings, by 10 dispositions page 3 of 5, Line 9.
and causes, by geographic scope).

MR-4 Percent of Customer Troubles Resoved Within "Notes" column, page 3 of 5, Line 10. "SNET Service Quality Measures" column,
Estimate, pg. 38 (by 15 standard service page 3 of 5, Line 10.
groupings, by 10 dispositions and causes, by
geographic scope).

GE-1 Percent Systems Availability, pg. 40 (by "Notes" column, page 3 of 5, Line 11. "SNET Service Quality Measures" column,
interface type for each functional area [referred page 3 of 5, Line 11.
to but not found in AppendiX Al, by business
period).

GE-2 Mean Time to Answer Calls/Speed of Answer, "Notes" column, page 3 of 5, Line 12. "SNET Service Quality Measures" column,
pg. 41 (by 4 support center types). page 3 of 5, Line 12.

GE-3 Call Abandonment Rate, pg. 41 (by 4 support "Notes" column, page 3 of 5, Line 13. "SNET Service Quality Measures" column,
center types). page 3 of 5, Line 12.

81-1 Mean Time to Provide Recorded Usage "Notes" column, page 3 of 5, Line 12. "SNET Service Quality Measures" column,
Records, pg. 44 (by end user usage, by access page 3 of 5, Line 13.
usage, by alternately billed usage, by wholesale
bill invoices, by unbundled element invoices).

81-2 Mean Time to Deliver Invoices, pg. 44(by end "Notes" column, page 3 of 5, Line 13. "SNET Service Quality Measures" column,
user usage, by access usage, by alternately page 3 of 5, Line 13.

10/30/97
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billed usage, by wholesale bill invoices, by
unbundled element invoices).

81-3 Percent Invoice Accuracy, pg. 46 (by end user "Notes" column, page 3 of 5, Line 13. "SNET Service Quality Measures" column,
usage, by access usage, by alternately billed page 3 of 5, Line 12.
usage, by wholesale bill invoices, by unbundled
element invoices).

81-4 Percent Usage Accuracy, pg. 46 (by end user "Notes" column, page 3 of 5, Line 13. "SNET Service Quality Measures" column,
usage, by access usage, by alternately billed page 3 of 5, Line 13.
usage, by wholesale bill invoices, by unbundled
element invoices).

OSIDA-1 Mean Time to Answer, pg. 48 (by operator "Notes" column, page 4 of 5, Line 14. "SNET Service Quality Measures" column,
services in aggregate, by directory assistance, page 4 of 5, Line 14.
by human processing, by machine processing).

NP-1 Network Performance Parity, pg. 50 (by 6 "Notes" column, page 4 of 5, Line 15. "SNET Service Quality Measures" column,
transmission qualities, by 3 speeds of page 4 of 5, Line 15.
connection, by 2 reliability parameters).

IUE-1 Availability of Network Elements, pg. 51 (by any "Notes" column, page 4 of 5, Line 16. "SNET Service Quality Measures" column,
unique UNE or UNE combinations requested by page 4 of 5, Line 16.
CLECs).

IUE-2 Performance of Network Elements, pg. 52 (by "Notes" column, page 5 of 5, Line 17. "SNET Service Quality Measures" column,
any unique UNE or UNE combinations page 5 of 5, Line 17.
requested by CLECs).

10/30/97
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Including "Attachment A"

August 11, 1997



Southern New Enaland Telephone
227 Church SlICel
New Haven, Connecticul O6S I0
Phone (203) 771·3802
Fax (203) 498·7321

Kathleen A. Carrigan
Senior Counsel

August II, 1997

Robert J. Murphy, Executive Secretary
Department ofPublic Utility Control
Ten Franklin Square
New Britain, Connecticut 06051

Re: Docket No. 97-04-23
Application ofThe Southern New England Telephone Company's Proposed
Service Standards and Financial Remedies for Resold Services and Unbundled
Elements

Dear Mr. Murphy:

The Southern New England Telephone Company herein files an original and
eleven (11) copies of the JOINT SUPPLEMENTAL TESTIMONY of Fred T. Page and
Michael L. Bencivengo. in the above-referenced docket. Also, enclosed is diskette in
Word for Windows 6.0 containing the Joint Supplemental Testimony.

Service has been made pursuant to §16-1-15 of the Regulations of Connecticut
State Agencies.

Should there be any questions concerning this submission, please do not hesitate
to contact me.

Very truly yours,



SUPPLEMENTAL TESTIMONY OF FRED T. PAGE and MICHAEL L. BENCIVENGO

1 Q.

2 A.

3

4 A.

S

6 Q.

7 A.

S

9

10

11

12

13

14

IS

16

17

18

19

State your full names and business addresses.

My name is Fred T. Page. My business address is 84 Deerfield Lane, Meriden,

CT.

My name is Michael L. Bencivengo. My business address is 1441 North Colony

Rd., Meriden, CT.

What is the purpose ofyour supplemental testimony?

The purpose of this supplemental testimony is to discuss (i) SNET's proposed

service measurements; (ii) the Local Competition Users Group's proposed

measurements; and (iii) timing of service measurements and financial remedies.

SNET's goal as a wholesale network provider is to be the pre-eminent

supplier ofnetwork services in the State of Connecticut. To that end, SNET

strives to provide exceptional service to all its customers. SNET's proposed

service measurements reflect that goal of excellence and SNET's commitment to

the highest standards. These are unlike service standards generally prevalent

elsewhere in that they reflect a targeted level ofexcellence rather than a threshold

for acceptable service. Because SNET has continuously strived to provide an

excellent level ofservice, in effect, it has provided a comparably good level of

service over the years, even when conditions caused SNET to miss the targeted

objectives.

20 PROPOSED SERVICE MEASUREMENTS

21 Q. What are the federal requirements regarding SNET's provision ofservice to

22 CLEes?

1
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1 A. Section 251(c)(2)(c) ofthe Telecommunication's Act of 1996 ("Act") requires

2 SNET to provide service to CLECs that is at least equal in quality to that which it

3 provides itselfor any subsidiary, affiliate, or any other party to which SNET

4 provides interconnection.

S Q. In their separate comments dated May 23. 1997 filed in this proceeding, both

6 AT&T and MCI state that SNET's proposed service measurements are

7 inadequate. How does SNET's proposed measurements satisfy the requirements

8 ofthe Act?

9 A. SNET is proposing a total of 19 service measurements which will provide a

10 comparison ofthe quality ofservice SNET provides to all its wholesale customers.

11 These measurements address the areas ofpre-ordering, ordering (three measures

12 regarding mechanized interface availability for the Mechanized Services Access

13 Platform]), provisioning (six measures), maintenance and repair (seven measures),

14 and end user usage billing data (three measures). The specific measurements are

15 listed and described in Exhibit MLB-l attached to the joint testimony ofFred Page

16 and Michael Bencivengo tiled on April 15, 1997 in this docket, and as amended

17- May 14, 1997.

18 Q. How do these measures address comparability ofservices provided to customers,

19 including SNET itself?

20 A. Exhibit MLB-l describes how each proposed measurement will reflect a

21 comparison of services provided by SNET to CLEes and SNET to itself.

I These measuremenu include (1) 98% Average Service Request Acknowledge <-5 seconds; (2) %
Availability ofMecbanized Interface >-98.90/.; and (3) 90% Firm Order Confirmation (FOe), within 24
hours.

2
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1

2

3

4

5 Q.

6

7 A.

8

9

10

11

12

13

14

15

16

17

18 Q.

19 A.

20

21

22

23

Wherever possible, data will be segregated by CLEC and reponed accordingly,

reflecting a comparison between service provided to an individual CLEC, to all

CLECs, and to SNET itself. SNET is committed to providing nondiscriminatory

service to all its wholesale customers oflike type services.

Is SNET's ability to provide exceUent, comparable service affected by the CLECs'

performance?

Yes.' •In the areas ofpre-ordering, ordering and provisioning, SNET is dependent

upon the CLECs to provide complete, accurate, and timely input. The absence of

quality input could cause SNET to miss its service objectives. For example, if a

CLEC places an order that is subsequently rejected in downstream provisioning

systems due to the CLEe's error, that order may not be completed by the initial

offered due date. This would be reflected in the "Installation Appointments Met"

measurement. A single error may not cause overall bad results, but, ifone or more

CLECs were to provide consistently faulty input, the resulting dip in measured

results would not reflect less than excellent service or discrimination on the part of

SNET, but would rather be indicative ofthe CLECs' performance. Changes to

CLEC orders after provisioning has begun would cause similarly skewed results.

Is SNET's maintenance ofservice also affected by the CLECs' performance?

Yes. When an end user's service is comprised ofnetwork components supplied by

multiple providers, each provider has the responsibility to maintain that portion of

the service that it provides. Ifa CLEe has given SNET inaccurate or untimely

input regarding a trouble on an end user's line, SNET may not be able to clear the

trouble through standard means and within the committed time trame. This would

3
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1

2

3

4

S Q.

6

7 A.

8

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

be reflected in the "Maintenance Appointments Met", "Mean Time to Repair"

andlor "Network Reports per 100 Lines" measurements. This would not be a true

reflection ofSNET's quality ofservice, but again, would be a reflection ofthe

CLEC's performance and its inability to properly isolate the trouble.

Do the proposed measurements consider the CLECs' role in providing ~uality

service?

Yes,'io some degree. Tracking ofSNET's performance begins when SNET

receives accurate and complete account and end user information from a CLEC as

it pertains to placement of a service order or trouble report. However, the

measurements do IlQ! accommodate all CLEC-affected activities. For example, the

"Installation Appointments Met" percentage was established with the expectation

that there would be minimal CLEC changes (e.g., changes to the CLEC's original

service request) during the provisioning process. If, in fact, a significant volume of

changes were to occur for a particular CLEC, SNET would likely miss its

objective for that CLEC and would appear to be providing a lesser grade of

service. In that event, SNET may need to track the CLEC's performance as it

affects SNET and request adjustment ofthe measurements andlor remedies

accordingly.

In establishing service standards by which SNET will be measured, it is

important, therefore, that the CLECs' responsibilities are considered. SNET's

proposed measurements and associated remedies recognize, to some degree, the

multi-party involvement in providing end user service, the associated complexity,

and the need for CLECs to use effective and efficient service delivery processes. It

4



SUPPLEMENTAL TESTIMONY OF FRED T. PAGE and MICHAEL L. BENCIVENGO

I is not SNET's intention at this time to fonnally track the CLECs' perfonnance,

2 however, that may become necessary should it appear that the CLECs are failing

3 to meet their responsibilities. In that event, SNET may request the Department to

4 modify the required measurements and/or remedies bued on actual CLEC

5 perfonnance.

6

.
7 LOCAL COMPETITION USERS GROUP'S PROPOSED SERVICE

8 MEASUREMENTS

9 A. Has SNET had an opportunity to review and analyze the service standards

10 proposed by AT&T?

II A. Yes. In general, the Company found that the service standards proposed by

12 AT&T are comprised ofthe same standards as those proposed by the Local

13 Competition Users Group ("LCUG").

14 Our analysis found that a number ofthe proposed service objectives are

15 oriented toward establishing perfonnance standards that exceed service standards

16 SNET has for itself. u well as any affiliate and other telecommunications carriers.

17 In addition, the Company found that some proposed measures are more oriented

18 toward process rather than delivery ofservice to achieve committed intervals and

19 objectives. This orientation toward process rather than results is best illustrated in

20 AT&T's May 23, 1997 Response to SNET's Proposal, Attachment~ which

21 reflects multiple pre-ordering time frames for specific measurements. Additionally,

22 the proposed standards represents multiple maintenance and repair time frames and

23 intervals which reflect both process measures and a superior level ofservice.

5
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1

2

3

4 Q.

S A.

6

7

8

9

10

11

12

13 Q.

14

15

16 A.

17

'18

19

20

21

22

23

The Company provides a detailed comparison between the proposed

LCUG measurements and the SNET proposed measurements in the attached

Exhibit MLB-5.

Is SNET proposing to adopt the LCUG measurements?

No. SNET's proposed measurements are sufficient to ensure excellent service that

is consistent with what it provides to itself Adopting the LCUG measurements is
.

uMccessary, would be time consuming, costly, and would slow down

implementation ofthe important results oriented measures that SNET proposed.

SNET would consider developing additional measures ifa CLEC issued a Bona

Fide Request, and the requesting CLEC was willing to pay SNET for the initial

and recurring costs associated with creating and tracking the additional requested

measurements.

Is SNET's position affected by the Eighth Circuit Court's ("Court") ruling in Iowa

Utilities Board v. FCC, Diet No. 96-3321, 1997 U.S. App. LEXIS 18183 (8th Cir.,

July 18, 1997)?

As mentioned earlier in this testimony, the Act states that an incumbent LEC

("n..EC") must provide service at least equal in quality to that which it provides to

itself The FCC interpreted that to mean that an n..EC must provide superior

service on the request ofa CLEC. However, the Eighth Circuit Court stated that

the FCC overstepped its bounds in requiring that superior service be made

available on request. SNET maintains its position that it would certainly consider

providing additional service measurements if the requesting CLEC is willing to pay

for it. SNET, however, retains the option ofdenying such a request, particularly

6
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1 given the press ofother activity that needs to get done to ensure effective service

2 delivery and measurement.

3

4 TIMING OF SERVICE MEASUREMENTS AND FINANCIAL REMEDIES

s Q.

6

7 A.

8

9

10 Q.

11

12 A.

13

14

15

16

17

18 Q.

19

20 A.

21

22

23

Does SNET still expect to implement its proposed service measures effective

October I, 19977
.

S~T originally proposed October I, 1997. However, due to the change in the

schedule for this proceeding, SNET expects that ifthe Department accepts its

proposed measures they could become effective December 1, 1997.

Does SNET believe that financial remedies should apply during the balloting

period?

No. It would be inappropriate to apply these standards and impose remedies when

activity levels are expected to be at extraordinary levels. While SNET is

committed to providing quality service during the balloting period no party can

guarantee its performance during this unique time. SNET proposes to continue

tracking all nineteen measurements, but proposes that it should not be subject to

financial remedies during the entire balloting period.

Please list the measurements usociated with financial remedies that would be

suspended.

Financial remedies would be suspended for the following performance measures:

(1) Reports per Hundred Lines (RPHL), (2) Switch Outage, (3) Maintenance

Appointments Met, (4) Installation Appointments Met, and (5) Mean Time To

Repair (MTTR). However, SNET proposes financial remedies remain in effect for

7
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1

2

3 Q.

4 A.

S Q.

6 A.

the three comparability measures. They are: (1) Maintenance Appointments Met,

(2) Installation Appointments Met. and (3) Mean Time to Repair (MTTR).

When will the financial remedies go back into effect for the remaining measures?

Full financial remedies would go back into effect on October 1, 1998.

Does this conclude your testimony?

Yes.

..

8
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LCUG ~ Noaa
service Quality .......... CSQM) Senke QUlllltyM_(SQM)

1. Tlmelineu of Pre.Qrdertng InfonMllon: . 98 l' Average 5efvice Request Ac:knowledge SNET Cannol provide Chis ..--e .. requesled by Ihe LCUG » SNET has DO c:onlrol of

• ~ 2 seconds. Query launch 10 response • 981' ~5seconds. • quay launch. Raponsc lime is dcpalllcat 011 ada CLEC' inUrfau sysIan, Ihe size of
• ~5 secands. Query launch 10 response • 1001' Ihe downslrcam da&a base acccacd, Jmcda oflbc-II. and Ihe quay demand aalime of

request. SNET', SQM KCOUIIIs for 91% Awnp Service Rcquc:sa~~ S
secaads.

2. Service Order Interval: .. Avcraee Scrvic:c Or... lalcrval Offered: Fixed iIIlervaIa. II JI"IPCIICd by Ihc LCUG. -W peady inhibiIlhc fIcxillilily of
• No PrefNIe Visi or No Physical WClfk • 1 dlIy • POTS ~ S days SNET's MWt fon;a (i.e...... F_lIDIIIar 0uIaicIc F_) by~
• Premise VisiI or Phys6caI WClfk • 3 dlIy • Di&i&aI Specials ~ 10 days SNET's .JJiIily 10-ae IIIId rapoad 10 dift"erea& peak service arcIer and maialcnance

• UHE OSO LoopILac:al SwiIch < 24 hcus • Analog Specials ~ 13 days wort Ioack. SNET', al!jediYfi is 10 o8ir Ihc baa due dale possible by cIyumic:aIly

• UNE OS1 Loop + MuIIlpIexing < 48 hcus maldIiaa ila~ !old 10 lbc avaiWale workr-.
• Unbundled OSO LoapIlocaI Switch < 24 holn • 91% Portabilily Wilhin ComrnilmcnI Window .
• Unbundled OS1 Loop + ........18 < 48 hcus
• 0Iher UnbwldIed I.oOpa < 24 hcus
• Unbundled Switch < 48 hcus
• DedicIled Transport (OSOt'DS1) <3 dap
• Dedicated Transport (053) < 5 dap
• Fealwe Chlinges < 5 hcus
• Disconnecls (AI) < 24 hcus
• Record Orders <24hcus
3. ONer AcCWK)': SNET Cannol CIIIIUoIenon pacraled by a CLEC. AOR__any aenice ar'"
•~Scrvic:c Orden Completed Wilhoul EmJr 3% Assigned 0rcIers 10 Repair wilhin 72 hours (AOR) - Neawark &hal resulls in a Delwark &rouble n:poIt wilhin 72 houn ofCORlpIelion. II is a _e

DisJ-iIions aa:unIe deptaion ofSNET', paformaaI:e in lbal it rdIeds Ihe qualily ofall compIeled
aervicc orden.
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4. RnpGllle T"':
• Firm Order CclnfinuIiaB (FOe) - 100%~ 4 boun 90 lY. FinD Order Confumation (FOC) ~ 24 In. SNET will provide a FOe me••:ranemt. bowever. 100'?! FOe ~!JJ:!, is nol reasonable

becaurc -va...... _1Gded ...proc:csaed by Ihcir due .... ADl as dIcy Ire
RCCived. As ...~ -vaGflIer "8" whida is due loI8IIfrOW ... n:ccived after
-vaGflIer "AM whida is due. two Meta will be pIOCCSSCd f..

• JcopIrdin RcIUmCd 100%~ 4 boun Inst.ll..ion AppoiIIbnenIs Met: Jeopardies Retumed 100% <U!!Yo. CLECs will be noliflCd ia real ,ime wt- it is
• POTS = 99.)0% ddcrmined lhIIa -varequaa is in jcopudy ofbcinc c:ompIcIcd on lime. NoIifeclPlion

• Di.... Sp«iab = 90.00% ofajcoplrdy _y _ &om~dil"aaat_ and .diI"crcnllimcs ia lhc process

• AnIIoc Specials = 90.00% tlow. iacludin& dPIrinc die inIlatIIlionpr-. SNET', fII1IIM*d "Pcn:cnlinstallalion
AppoinImcaIs NIl" -W include 8ft)' MfVicc recpsl missed__ ofjeofMrdics.

Rejcc.u Rc!umc!I ~ 91% wjdjp ~ l' IC£OIIds,. SNET may be .aile to develop a

• Rcjcc.U Returned ~ '"'" widIiD ~ l' IICOIlds No measure __ Cor £01 ... NSAP.. ioal CII'lII'Imix (Nal All Rcjcc.1s).

CompIeCion's Retump4 ~ m wjIIIia ~ 30 mjnuIa:

• Comp1clion" RcIUmCd ~ '"'"wilhia ~ 30 minutes '8 % Completed Dispalched Service: Orders NOliflCalion
Dispak:hcd SOL This is. Opal Quay SyIIaa (OQS)fWOfIt Force Admiaislralion~2boun
(WFA) system~ COftItrai& Produeiac lhc fII1IIM*d~ rcporl_
hpndy will ....die sysIIllM~ SNET may be .aile 10 oIfcr ,,% ~ I
hour bulllllll'C ..............cvaIuII&iaa oftile syslans' pafonnlllCe would be
required.
NOI=Disp!!d!!!!I SOL SNET is iDvalipIinc lhc poaibiIily of providin& infCll'malion to
report all dispekhed'"~ -vaGflIer~ to CLECs ia a
sanilfiallv mecIIMized mode.

S. HeW O"'en: ....·II..ion Appoinlmeals Met: SNET', propoeed "Pen:cal1nslalb:lia. AppoMplmenIS Met" would inl:1ude .y service:
• ~ 0.1% ~ IS days • POTS =99.]0% requaa miucd ___ ofa Held Order.

• ~ 0.0% ~ 90 days • Di&iIaI Specials =90.00%

• AnIIoc SpeUaIs ,. 90.00%

6. M..._ TIIM Ie Raton: Mcm Time To Repair (MTTR) 11Jc 1£00', proposecIobjcdives _ notrcuonablc 6'om. force manaaement poinl of

• OOS Dispatch {4 hours - 90% • 21 In POTS (Network 0(8) view. I' would be~ prohibitive for SNET to staft".lhc levels and skill sets required

• OOS Dispatch ~8 hours,. "'" • s.s In Di&ilaI and AuIoS Specials 10 meet lhc fII1IIM*d objedivcs. A..a-k mean-timc-tcHcpair measure is a bcacr

• OOS Dispatch ~16 houn - 99% barometer ofSNET',_iMCIIMCC lime to rcslore and provides !he Dexibilily SNET

• OOS No DispIIda ~2 hours • ,,'" requires to manqe lhc work IoId in a QIIIl dfedive manner. MTTR is already used by

• OOS No Dispatch ~] hours - "'"
. !he DepaI1mcnlas a -va measure.

• OOS No Dispatch ~.. hours - 99%
• All Aft'cctina Service (AS) Troubles < 24 hours = ,,%
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(

7. MnaT_T~Re"M.T ....Wa Mean Time To Repair (MTTR) An MTTR mc_ IIlOIl KaII'lIIeIy rdIccts SNET'slUinlcnancc lime to ratore

• JnfonuIiGa Only • 21 In POTS (Network OOS) networt reJa&cd IroUIJIa. A MTTR measure fcJr ftlIIloMtwork InJubIcs wuId be

• ,., In DicdalIDd AnaIoc Spel:iaIs ncpli8lcd ... provided ...ClIIlto individual CL£Ca.

.. AI! Repeeletl T...... (UnelCiraaillScrvic:e): 7 % Netwadt Oricin-of-RepelIIs in 7 Days Pcn:cnl Rcpeetcd IlcporIs is MIfIIII'OIII'i*..-c. SNET DOW proposes esIabIishing a
• 5 I % wiIhio 60 days new mcasure,.M% Netwadt Repealed Reports WitbiB 30 Days, iD pIal:c ofthe oriaiaaI

.".~__of 7 % Netwutt~-RCDC811 in 7 DaYS.
,. Nee-rkTr'lNIIIIe Pq .10u.s ~ 1.5 RPUL Netwadt RCIJOI1S/IOO Lines (RPHU <= 1.90 SNET propcIIeII this .....willi. diIfaeal objec:Iive.

10. M...."nce A" I...... Met: % Main',.... AppoiNmaIIs Met: SNET pI'OplIICd this .....willi_ dift'CICIIl objec:Iive.
• All TruuWcs ~ 99% • 94.0% POTSe-. Met

• 70.0% DiIiUI Specials Met 5 H Un.

II. S1lt_A"..WIIIy:
• < 0.1% IIIIpIanncd cIowIIIimrImoaI:

Prc-Ordcrie& Inquiry InIcrfiIce % Availability ofMechanizcd lIMIface ~ 9'.9"- MSAP is..fIR"GIlIailc. ............me.=-- inlerface.
0rcIcrinc IaterfaI:c No.....
MailUnantclnlerf_ No measure

11. Cftder Ra.-.:
.Provisioninc SNET propcIIeII this__ willa _di8CrcIIt objec:Iive.

> 95% withiA 20 MCCIDlII 10% Provisioclin& CCIlkr Calls Answered 520 seconds. PaItitioaia& SNET's "Call Man.._1ll Systena"so this measure could be provided at a
100% widIiD 30 IOIlIIIIlk cue level WUUW...... _ de,.-adalioa ofscrW:e. SNET would be the__y of

• Maillleoaacc 90.4% Main'aIancc Ccaaer Calls Answa"cd 5 20 seconds. size and thc 8uibiIily ofill ___ poial resotIICeI. AD addiaioaaIlIrcaIt clown oflhis

> 95% wiIhio 20 MCCIDlII measure. as IlfOPOIOII by * LCUG, _y be cIcveIoped, but thc propoICd oIIjol.1ives are
100% wilbin 30__ DOl reasonable and wuuW bave to be ddennincd.

IJ......__.. Th ....OIDdlYeI'J: The pnIIIGMd LCUG objec:Iives ..RolIUICIDIIIIIe
(Usap, CSRs, 80s, T"A NaIeriaII.~)

End-User Usage Data: End User Bill.Dt!a. ..... ClOCIrlIiaIIioI ofproduciDc"End User Btllinc Data" is very

• 99.9"- Received 5 24 baun • 9. % End User Billing Dala Distribulcd in 3 Business Days iAYOIwd. We bave ......delivery ...... (i.e., DA, ToU, Mempu. cIe.). The lime it

• 100% Receives 541 ..... • 100 % End User Btllia& Dala DiSlribulcd in , Business Days taka 10 recwd 1IIe... iD ... swiIdI, coIIa:l the dalali'om all sw*hcs. proc:aa the dala,

• 'I % Uuae Pollina System Availability produclc die f.......*-.....die files to die CLECs is pealer Ihaa~ buIiacss
days.

Other BiIIiD& Dala: No measure. O!hcr Diln (u. CSRs. 50s, Tjme A M!!cria!s, MajmnanI:c. False Disp!IdIcs.
AdjusmaIs. ctr.). SNET is UIiIiziDI~ Inethock aDd procedures to invoice CLEes
fcJr all scnica rcaden=d. Uaiquc IIilIiac11IIIII' •• would have to be .....i...... with. iadividual CLECa.

SNET may be able to cIevcIop Ihis measure. A more appropriate measure would be

• > 99.95% WhoIaaIc BtUs received 510 days ofBill Dale Nomcasure "91% WboIesaIc Bills DisIriIJUIcd (mailed, cIe.) 5 10 Days". Alibis poiAt rcccipl ofdie
daIa is beyond'" ClCIllIrOI ofSNET. This proc:css would have 10 be~with each
CUC and..with SNET'sllilliac"... as to the billiftc medium (i.e., EDt, P~,
Tme, All Three, etc.)
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14. Opentor Mnkea A DIndor1 A......ce:
• Averaec Speed ofAnswer No IlICUUI'C SNET c:umady.....Ibis_10Ibe DPUC which is 9'.0% DA Aaswcr Time per

90% Live ApIIl Calla ~ 10 IeaIIIdI Ibe 0pcnI0r Speed ofItMWac-u.1IICY PIle (OSAC).
100% YoKe~ UsJiI < 2 seconds

15. Nmwork Pe........-ce: SNET does _ oaerlbis_10 itadf.

• Tnnsmissiclft Quality No measure UwmisslOll OulIIg. Ia...... ia would be labor illleulive and CGSdyIO pro,,* Ihae
Su'*riber Loop 1.011 -. End UICI' loop _____ wiD RqUiR a diIpIdch on all service
Sipallo Noise Rilio ordenllroullle reports. ......a ... ..-aaaa are availalJle via..Cenlralized
Idle ChaNwI Cimlil Noise AulomaIK: Reponiltc On TfUtIb (CAROT) S,...,. few Cin:uil 8a1an1:e, Cin:uil Noise
Loops - Circ:uit 8aIaD£c NOIdt MIl~DiIIonioa SNET WUIdd have 10 cIetenniM ifcIaIa would be
Circ:uit NoIdI Noise availalJle at a CLEC 1cvcI. Ifthe ... is availalJlc. the _et would have to be
AI1cnuaIion Distodioa cIeveIopecI Mel~ be........wiIh iradiviclual CLECa MIl provided for a dw,e.
FAX Transmisaiaa9.6 kbpa

• Speed ofConDcdion Dial Tw Delay. ... is only availalJle by Wire Calf«. F...... cIcveIopmenIaI wort
Dial Tone Delay No.-e would lie required.... ClOUW lie lICJlMi.'" wiIIl iDdiWllaal CLECa MIl provided for a

charp.

Post Dial Dday. is c:un.-Iy _available MIl wwId be very tOSIIy 10 11I'0"* because
Post Dial Delay No_ of...c~ve....... -al wort ..... -ad be required.

• Call C4mp1cCion Call Deljvery ble. 11Iis pI'OIlOIed _ ...... ___ dcflllilion. There are 100

Call DdiWl)' RaIc No_ _y VM'iaIIIcs (e.&-, Call~ Call TemIiI..ion, bllra-08M:c, ...-Oft'"ac:e ,
SuINic:ribcr Loop. etc.)10 dIia IlICIMIrC- AIIJo.'" availallility oftn8ic ........ is
dcplllllallOll....... (i.e., SESS, lAESa, DNS ...S......).

Rclialaifjcy Requirapcpls. SNETCIII_provicIe dIiImcasun:. This mcuurc is atITallly

• Rcliallility RcquircmcIu Nomcasure provided by ATAT 10 SNET via dIeir "ATAT lbpaIt Card" for ilMrexdlaap scrvil:cs.

Network Incideals Aftedinc> S,OOO BIocl.ed Calls SNET's ....-.-faIion is that CLECs procIuce tIlia _1haMcIves.
Nctwod: Incidents~ > 100,000 BIocbd Calls

16. Uun• .....,.rNetwodllh.t..a:
(hIIcrc:onnel:ti I UnIJuadIed Elemalls A C.....ions)

• LoopI- 0.0%
No__

Outside PIanl- Nctwart Reports Per Hundred Una (OSP-NET-RPHL) is a measure of
loop availability .... is iaI:Iu4ed as a~ ofitan 119.

• A-LinIt 5 I minulelycar Nomcasure SNET docs _ provide !his_10 iIscIf.

• J>.LiIIk 5 I ICCOIldIycar
,

A-UnIt and D-LP.. DaIa is available on hourly ....daily traffIC reports. This cIaIa is
_ rccajacd and -..Id RqUiR a-r dI'orIlo c:cIIIIpiIe. Developmen& c:osu would be:
eJdenlive. Ia addiIion, the alliliay 10 provide dIis ... at • CLEC level is queslionable.

• SCPslDIIabase ~13 minutaIycar Nomcasure

• SCPslDalabut: CoIrel:dy UpdaIed ~ 99% 5 24 IIoun
SNET docs _ provide dIis _ISUR 10 ilself.
(Sep) SaYjce Cop4roI ... DaIa is available on hourly MIl daily ....w1C reports 1lais
data is _ Rtaincd ..... would require a ........ drort 10 compile. Developmcnl cosu
would be: extensive. In adcIitian, Ihc Uifily 10pro~ dlis data II a CLEC level is
QUestionable.
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17. Pe~e .fNee-1'It E_e.,,: (UDB)

• Reply 10 All Quay~2 99.9.5% ' Nomcasun: Reply To Quay Aa1cmp!s. (Sc:reeDcd RCIpCIIIIC) IhouId 001 be considered. The decision
10 CIIIIJIc. paItiIIIy diuIIIc•• aIII1pIdeIy diuIIIc... scrccninc is ..... by SNET for
pnlfcdioa ofc:ustGalcr.......... 1M UDB..... lIaalIIhorizcd......

• Query TinJe.OIIt 50.0.5% NoIheaSUR Time-Ou!. ....... lie CG.idertd. The majorily oftile causes arc beyond die l:OIIIrOI
ofSNET(e.... query.........wwt. .......~ftdWoItproWcms.
quay CJri&inItar tiIaer~).

• Unexpcded Data v.... ia RcpIia to Qucriel51% No_ lJncpgcd D!Iav_...MiP;-' Cu!Iomm ReconI.lhouId_ be~ The

• Quires Mis&ia& Customer a.:ud • CI%
No_ majorily oftile ausa _ ......... (..... ___enw. 0fl'I'lII0r 1IIisdi'~ hucI

...........erE _l6wt...)8Ie..,... ... CIIIIIrlII ofSNET.

SNET cIoca ...pnwWc til ....... to ibeIf.

• Group Troubles (All QucrieI) 50..5% Nomeuure Gruup Tn!uWg. SNET.-y lie ... to devcIap........... The IIIiIiay 10 l:OIIcd dle
lIMa at. cue Ind WlMIId haw 10lie raardIed. .......<iRJupI-W be iIldicI&ive
of..quality ofSNET" UDB. VIAIllQnlupl ....~<Pups IhouId lie
exduded'" IliaCUlIIIl"" dIey arc beyoIld!he CIIIIIII'OI afSNET (e.... CIIIlooIcr
_. CIpCI'IIcW_ ....... hull ......CPE.....ions, ....~.dIe
UDB lIUppOI1ed acrviclra, •.)

• Delivery of os PIaIfann SNETcIoes aoc provide lhit InCUUIe 10 iIseIf.
More cIdiaiIic. it requireIt Won SNET cauId lie.... cIetcrmiaiac 1M feasiIJiIity of
providinc .......... fIIGf'C*4 by'" LCUO. II."... ..... tile feaIiIJitiIy ItucIy
-.lei require~ nsarda .... COIl If... ..-res In: pouiWe.lhey could be
........willa iadividul cue...proYidell_. dIarae.

• Mean POll Dial DeJoy fat 0 edta.. !..SO 10
CLEC os Pltd'ana5:Z~ NolQCUllR Mae Pas Dial Delay for 0 C*- LSO to CLEC os Platform ~ 2'"

F......d8rif1allioa of.... _ is reqWcd.

Pop (0+) CaI!sI§ Pili! AMlysjs bm yo 10 CLEC os PIalfOJDL flllther clariflCalion
oflbit..-. it required.

• POD (0-+) CaIIII6 ...AaIIyIitha LSO 10
CLEC os I'JaII'IlIIII No measure <: 0.1% Call AgcmpCI to cue os ......... 1Hodtcd. FlIItbcr c:Iarif-aioa of_.

"'%<10~ IDCUII"C is required.

• MeaD·<1.7.5....

• <0.1% Call AIIcmpCI to CLEC os 1'IaIf1lllll Baockcd
Norneuure
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Robert J. Murphy, Executive Secretary
Department ofPublic Utility Control
Ten Franklin Square
New Britain, Connecticut 06051

Re: Docket No. 97-04-23
Application ofThe Southern New England Telephone Company's Proposed
Service Standards and Financial Remedies for Resold Services and Unbundled
Elements

Dear Mr. Murphy:

The Southern New England Telephone Company ("SNET") herein files an
original and eleven (11) copies of the PRE-FILED TESTIMONY ofMr. Steve Allen on
behalf of SNET in the above-referenced docket. Also, enclosed is diskette in Word for
Windows 6.0 containing the Pre-Filed Testimony.

Service has been made pW'Suant to §16-1-15 ofthe Regulations ofConnecticut
State Agencies.

Should there be any questions concerning this submission, please do not hesitate
to contact me.

Very truly yoW'S,


